Development of the tourism sector is part of the national development efforts that are being implemented in Indonesia. This research was conducted with the customer to make an overview of knowledge management models to address the existing problems in hospitality in the hospitality Purbalingga as supporting tourism Purbalingga. The model depicts a series of problem-solving activities that result in the hospitality, especially in Purbalingga. This research was action research with methods of Soft Systems Methodology (SSM) with validation using a theoretical approach, expert judgment and user on the object of research. From the research conducted, has produced a model of customer knowledge management in the hospitality tailored to the problems and needs of the hospitality in Purbalingga.
Introduction
Tourism has played an important role in the Indonesian economy, especially foreign tourists who provide foreign exchange earnings [10] . In 2009, the tourism sector was ranked third as a foreign exchange earner of 6298.02 million USD [8] . The encouragement of the government to develop the tourism industry in line with the increasing number of tourists coming to Indonesia, the needs of hospitality services is rapidly increasing. Hotels as one means of accommodation have a significant role in the development of the tourism industry, as it serves as a place to stay for tourists who come for them to travel. Marketing model that has shifted from product-centric to customer-centric company makes, in this case the hospitality to be paying particular attention to the customer. In many hotels customer complaint handling is the main feature of customer relationship management.
It has been characterized as a knowledge-intensive and complex process [6] . By including customer knowledge can produce new products according to customer's wishes in order to compete with other companies. Departing from this, it is necessary to do further research to find out how to use customer knowledge management to produce new products in support of the hospitality.
Literature

Knowledge
According to Zack (1999) in modern organizations, knowledge is the fundamental basis of competition and information technology is a critical need to manage knowledge. Distinguish between data, information and knowledge is not easy. In general, the data is a sequence of facts, information organization is a collection of data sets and knowledge is information that has meaning [2] .
Knowledge is also defined as a combination of information with experience, context, interpretation and reflection and can be classified into explicit knowledge and tacit knowledge [12] . Knowledge is created when information is transformed into an effective action, in other words, when the information is used and disseminated among the people as well as documented in the form of interaction [7] .
Customer Knowledge
Customer knowledge is increasingly recognized as a key strategic resource in any company's success as it supports R & D to boost innovation and support the management of long-term customer relationships [3] 
Knowledge Management
Knowledge management is a process that is required to generate, capture, codify and transfer knowledge throughout the organization to achieve a competitive advantage [1] . The purpose of KM according to Wiig [16] is to make the organization act intelligently to secure the continuity and overall success, as well as to realize the organization that knowledge is the best asset the organization.
Customer Relationship Management
Briefly defined CRM is a strategy used to learn more about the needs and nature of the customer in order to develop a closer relationship with customers, so companies better understand the requirements desired by customers [3] . While CRM is a business strategy that uses information technology to produce competent firm, reliable and integrated with the customer based on the customer's side so that all the processes and interactions with customers to help maintaining and enhancing relationships profitable relationships [17].
Customer Knowledge Management
Customer Knowledge Management is the management of knowledge management instruments and procedures applied to support the exchange of customer knowledge within an organization, between organizations and corporate customers, as well as customer knowledge is used to manage customer relationships, to improve customer relationship management processes such as customer service, customer retention and relationship profitability [13].
CKM in Hospitality
Currently the hospitality industry has a lot of new opportunities, but also many risks that must be considered. Two of the most important opportunities and risks is to have a customer relationship management (CRM) and knowledge management (KM). Both CRM and KM approaches can have a positive impact on reducing costs and increasing revenue.
Improved customer relationships through KM can generate great business opportunities. In this case improve customer relations through KM is the basis of the creation of customer knowledge management (CKM) in hospitality. The hotel manager came to realize that no hotel can offer all the products and be the best for all customers. They were forced to find a new basis for competition and they have to improve the quality of their own products [18].
Methodology
In this study conducted in hospitality in Purbalingga is still very strong with its culture. The study was conducted at six hotels in Purbalingga by conducting in-depth interviews to managers would also owners of existing hotels in Purbalingga. This study is a qualitative study using descriptive analysis approach. The presence of highly influential researcher for the success of this research.
This study used a soft approach to systems methodology (SSM) using seven steps that must be done so as to produce a model and recommendations will be given to the hospitality to improve service quality and performance of hospitality in Purbalingga.
Discussion
Problem Situation Considered
Problematic At this stage do with determining the unstructured problem situation (unstructured problems) to determine the situation existing problems in hospitality in Purbalingga conducted using interviews to issue owner. Issue owner to know this problem is directly related to the day-to-day activities in the hospitality Purbalingga so that the resulting formulation of unstructured problems.
Problem Situation Expressed
At this stage, activities that clearly describes the problems that exist in the real world, in accordance with the reality on the ground resulting in the formulation of the problem is structured and rich picture that illustrates the problems in hospitality in Purbalingga.
Root Definition of Relevant
Purposeful Activity This stage is when thinking about and analyzing the results of a field that has been done before. In findings that have been done before according to the results of data collection techniques and then analyzed focusing on research interest. In this stage, the determination of the root definiton formed using PQR formula. and determine the elements included in the first CATWOE.
Root produced the following definition: "A model of customer knowledge management run by hospitality management actors (Q) in determining reservation, use of guest data, meeting the needs of guests as well as coordination with the environment (P) to make appropriate recommendations to solve the problems on hospitality in Purbalinga (R) ". As well as the resulting analysis in Table  CATWOE .
Conceptual Models of The System
Named in Root Definition According to Williams (2005) conseptual the model is a model that consists of multiple activities that run the transformation on CATWOE elements. At this stage of purposeful activity and conseptual produced a model of problem solving resulting CKM models in hospitality in Purbalingga.
Comparing Conceptual Model
Comparison of Models and Real World At this stage it does is compare the conceptual model of the actual circumstances that exist on the object of research.
At this stage produces tables provide a comparison with the current activities of the proposed activities and will serve as a recommendation of this study. 
Changes; Systemically Desirable
Culturally Feasible In stage six of the change, the change is a change that is acceptable to the cultural and structural (4). This stage advice, recommendations on the real world and given to the existing system. The resulting recommendations are problem solving or to overcome existing problems, but with a wider scale.
Action to Improve The Problem
Situation The seventh stage is the last stage of the SSM so that the problems can be considered one cycle has been completed. This stage in the form of action or action that is performed on problem situation. Real actions performed both in conceptual models and assessing feasible and desirable changes in the sixth stage of the SSM on the situation of the problem. 
Validation Result
Validation of the models is done through theoretical, expert judgment and theoretical user. The adapted to existing theories, expert judgment done to expert and user of hospitality management. From the results of the validation of the model produced more precise as follows in figure 4 .4.
Customer Knowledge Management model illustrated in the form of a series of activities into a process for solving problems in hospitality in Purbalingga.
CKM models in hospitality in Purbalingga generated using two approaches, namely Knowledge Management and Customer Relationship Management. For the KM which is done on the model, among others, to the process of discovery is done on the activities of utilization of the Internet media in hotels, the capture process is done on the activities of management houses the hotel's knowledge, while sharing process carried on activities provide employees hotel sharing media, providing media for employees hotel management activity reports and meeting hotels process, as well as the application process on the KM process performed on hotels monitoring process management activities, socialization and communication society with hotels with government.
In the model of CKM is also a process of CRM is implemented in some activities on the model, among others, for the acquire (gain customers) do activities provide the guest the hotel's need, to process enhance (bonding) to do activities granting discounts for guest hotels and guest hotels membership programs, while for the process retain (retain customers) do activities providing media for information exchange houses hotels.
Conclusion
This study aims to determine the problems that occur in hospitality in Purbalingga by developing a model Customer Knowledge Management (CKM) Soft Systems Methodology approach (SSM). The research was conducted by analyzing the existing situation in hospitality in Purbalingga. In this research, observation and interviews to issue owner. CKM models describe the activities into a process for solving problems in hospitality in Purbalingga and produced with the approach of Knowledge Management and Customer Relationship Management to produce a model of CKM and hospitality recommendations in Purbalingga.
Suggestions
Suggestions for further research is to create Customer Knowledge Management system which is used by the hospitality that all knowledge, knowledge both hotel guests and hotel employees can be has to be better. And also from the model that has been generated can be developed for the hospitality with a wider coverage and a more in-depth method on the development of Customer Knowledge Management Model.
